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This study is about the level of satisfaction infrastructure toward student at Student Resident 
Hall (DPP). DPP Bank Muamalat will be chose for this study at Universiti Utara Malaysia. 
The objectives of this study are to measure satisfaction toward student on the provision of 
infrastructure DPP Bank Muamalat by using Kano model. Besides that, this study also 
purposed to identify the critical infrastructure required by students DPP Bank Muamalat and 
lastly identify infrastructure that have suffered damage and give suggestion or opinion to 
solve it. Futhermore, in this study, all the information or data which will be answer by student 
at DPP Bank Muamalat as a whole inhabited by the female students only. So that, the data 
will collect go through the distribution of questionnaire. Furthermore, the results of this 
survey on behalf of the DPP will gain knowledge and can be used as a reference to the DPP 
and universities and to take a more pro-active in resolving, also students can express their 
desire with giving suggestions or ideas about improvements in the infrastructure required for a 
student accommodation. From this study, hopefully this study can be as a benchmark for the 
management to improve their quality of infrastructure in DPP Bank Muamalat. 
 





The history of education in Malaysia started in 1824. The colonial education system has been 
replaced by the national education system. The previous system was not concerned with 
development, the formation of national identity and unity of all races. Therefore, awareness 
among leaders and people of Malaysia have been arises that the importance of the education 
system in our own mold. The history of higher education in Malaysia beginning with the 
establishment of the University of Malaya in 1961, Universiti Sains Malaysia in 1969 and 
Tunku Abdul Rahman College in 1969 (Che Azlan Taib, 2014). Universiti Utara Malaysia 
(UUM) is the sixth university in the country that was officially established on February 16, 
1984.The principle of sustainable development in a country should be based on human 
development in terms of knowledge and personality increased to create a first-class 
workforce. (Norhasni Zainal Abiddin, 2014). High investment needed to create a generation 
of intellectuals that will benefit the country in the future because the knowledge nation will 
continue thrive. Kay C. Tan and Sei W. Kek quote from Cheng (1990), the student’s 
satisfaction is often used to assess the educational quality, where the ability to address 
strategic needs is of prime importance. Good infrastructure facilities in universities can 
contribute to achieving excellence in students. . In addition, infrastructure at the university 
level of satisfaction can be measured by using several methods of their use of SERVQUAL, 
SERVPERF, customer satisfaction and Kano Model. The Kano model is a theory of product 
development and customer satisfaction developed in the 1980s by Professor Noriaki Kano. 
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Hence, this study focuses on the aspect of infrastructure in student accommodation by using 
Kano Model. Complete and conducive infrastructure will provide a comfortable environment 
for students. It make a positive impression for students to learn better.  
 
Research Objective 
The general objectives is to determine the level of student satisfaction with infrastructure 
provided at DPP Bank Muamalat by using the Kano Model. The specific objectives of this 
study are: 
i. To measure student satisfaction on the provision of infrastructure DPP Bank 
Muamalat by using Kano model. 
ii. To identifies critical factors for each dimension of the facilities provided in the 
DPP Bank Muamalat 





According to Frank et al (2002), quality is ‘customer satisfaction and loyalty’. ‘Fitness for 
use’ is an alternative short definition. Quality field more widely used in various fields. For 
example the field of provision services, manufacturing, education and others. In the field of 
quality, there are some personage from the United States and Japan that contribute to the 
quality movement. According to J.A. Swift (1995), there are four quality innovators Walter A. 
Shewhart, W. Edwards Deming, Kaoru Ishikawa and Joseph M. Juran. First, Walter A. 
Shewhart. 
 
Quality Management Model 
Quality management model consists of several model of ISO, QFD, SERVQUAL, 
SERVPERF etc. Colurcio 1998 also reiterated that the company has ISO usually have larger 
market share, levels of customer satisfaction are higher, the company conducive environment 
and increasing image of the company and no reduction in quality. QFD is one method for 
product and service development and design of the product so that it can give satisfaction to 
the customers. According to Gul Bayraktaroglu and Ozge Ozgen (2008), QFD techniques to 
investigate needs of customers through product development in detail and intensive to enable 
the organization to overcome the strategic competition. SERVQUAL is a tool that measures 
the functional quality of the service that apply in various fields of service (Lam et al., 2004). 
SERVQUAL considers that the difference between customer expectations and perceptions 
will determine the quality. According to Cronin and Taylor (1992), SERVPERF is purely a 
performance based approach to the measurement of service quality. Measurements that made 
by using the model service performance (SERVPERF) can produces good results, the 
estimates are reliable, the convergent and validity discrimination, greater explained variance, 
and consequently less bias. 
 
Kano Model 
Kano Model is an instrument that has been widely used to perceive the voice of customer in 
order to influence the customer satisfaction. Kano model is one of the popular model now in 
model quality since its introduction in 1984. Kano et al developed a model to classify the 
attributes of services or products which studies the relationship between customer satisfaction 
and the function of product or services According to Josip Mikulic´ and Darko Prebezˇac 
(2011), Kano model to attractive quality (Kano et al, 1984) has become one of the most 
popular model in quality among marketing / management, both practitioners and researchers 
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in various fields of industry. According to Amin & Muataz (2014), Noriaki Kano created this 
model while studying the contributing factors to customer satisfaction and customer loyalty. 
Kano wanted to demonstrate and explain how different classifications or categories of 
customer requirements and features have the ability to influence customer satisfaction in 
different ways. In which, the model goes far beyond the simple ability to see how 
requirements and features influence satisfaction. In fact, Kano discovered and classified five 
categories of requirements that everyone developing products and services should understand.  
 
Dimension of Kano Model 
Must-be quality attribute. 
The basic quality is also called threshold quality. Meeting these needs often goes unnoticed by 
most customers, since customers expect these needs to be met by the product or service. In 
other words, these are often so basic that customers would not state them unless the service 
sector fails to perform them (Cheng Lim et al., 1999). It should be noted that providing 
additional functionality does not increase customer satisfaction much the reason for this 
quality type is that the customer expects that his requirements will be implemented in any 
case. 
 
One-dimensional (performance) quality attribute. 
This measures satisfaction proportionate to the performance of the product. Performance 
quality attributes generally cause linear response. So that, increased levels of achievements 
cause increased levels of customer satisfaction. 
 
Attractive (exciting) quality attribute. 
The attractive curve indicated areas in which the customer is more satisfied when the product 
is more functional but is not dissatisfied when the product is less functional. According to 
Eeva Maattanen Tuuli and Jylha Seppo Junnila (2014), it could be said that attribute this 
brings to a high level of customer satisfaction when achieved, but not satisfied when not fully 
achieved. 
 
Indifferent quality attribute. 
These are attributes that relate to parts of which a customer cannot determine whether they are 
good or bad in advance and at a later stage. 
 
Reverse quality attribute. 
These product features refer to a high degree of quality and performance, which does not 
always result in customer satisfaction. As customers are not all alike. One customer may 
perceive a high-tech innovation as a welcome product characteristic whereas this may irritate 
another customer who does not care for all those bells and whistles. 
 
Student Satisfaction 
Customer satisfaction (according to a comprehensive review conducted by Yi (1993) has been 
defined in two basic ways either an outcome or as a process. Yi observes that definitions also 
varied with regard to their level of specificity. The various levels identified have included are 
satisfaction with product, purchase decision experience, performance attribute, consumption 
experience store or institution and pre-purchased experience. Recently researchers viewed that 
customer satisfaction is the emotional and cognitive reactions related with particular focus on 
the expectations or actual experience occurring after use or after the experience accumulated 
Clemes et al. (2007). The term customers in a context of higher education is students. Hence, 
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Research design is a plan to collect and interpret data obtained. The data collection methods 
used in this research is quantitative method. In this study, a method to collect information is 
by developing a questionnaire using the Kano model and distributed to respondents in the 
DPP Bank Muamalat. The data collection method will be used in this study is primary data. 
The information collected through the distribution of questionnaires randomly to students in 
DPP Bank Muamalat. Questionnaires were developed using a Kano model to identify the 
level of student satisfaction towards the facilities and services quality of were available in the 
DPP Bank Muamalat. So that, according to Raymond et al. (1995), it evaluated on five (5) 
point of Likert Scale ranging from the scale of 5-excellent, 4-very good, 3-good, 2- poor and 
1-very poor. The population for this study is that students staying in the DPP Bank Muamalat 
at UUM. The DPP Bank Muamalat is inhabited by female students a total of 2,132 students. 
Moreover, in DPP Bank Muamalat it is divided into 2 blocks which are AP3 and AP4. 
Therefore, 120 questionnaires will be distributed to students at random in DPP Bank 
Muamalat in AP3 and AP4. Furthermore, all data obtained through the questionnaire will be 
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Objective 1 : To measure student satisfaction on the provision of infrastructure  




Table 1: Percentage of dimension 
ITEM MEAN R I M O A PERCENTAGE (%) 
Environment 0.76 3 21 132 175 93 76 
Cafeteria 0.61 30 125 223 101 50 61 
Grocery shop 0.53 65 122 154 63 20 53 
Print service 0.65 15 81 240 143 60 65 
Storage of goods 0.58 32 67 149 34 36 58 
Hostel 0.71 24 49 177 161 119 71 
 
  
The figure above is a diagram Kano model is built based on data obtained from table 1.0 for 
each dimension to measure the level of student satisfaction regarding to infrastructure in the 
DPP Bank Muamalat. The figure above shows only the environment at 76% is in the one-
dimensional curve quality. One-dimensional quality are elements that has a positive and linear 
correlation with customer satisfaction. So, more of these properties is realized, the customer 
will be more satisfied. Therefore, students showed positive satisfaction level of environmental 
dimensions in DPP Bank Muamalat. Furthermore, other items such as cafeteria (61%), 
grocery shop (53%), print service (65%), storage of good (58%) and hostels (71%) are in the 
curve must-be-requirement. it shows that, these attributes are the basic criteria for a product or 
service the lack of which will make the customers quite dissatisfied. However, the fulfillment 
of these attributes will not increase the customer satisfaction. Therefore, infrastructure 
provided by the DPP was complete but it still does not reach the maximum satisfaction to the 
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Objective 2 : Identify the critical factors for each dimension of facilities available  
at DPP Bank Muamalat. 
 
Table  2: Strorage of Goods 
Dimension Customer requirement D LW N MB L AVEMEAN 
Storage of 
Goods 
The space in the room is 
sufficient to store the goods 
during the semester break 
13 25 41 14 13 2.90 
 feel safe to keep our goods in 
the store during the semester 
break 
10 19 54 10 13 2.97 
 I am satisfied with the level of 
cleanliness the store 
9 23 54 10 10 2.90 
 
The above Table 2 shows the dimensions of storage of goods. Based on the table above shows 
a negative result because the overall mean is relatively low. Many critical factors that need 
attention because students dissatisfied with the infrastructure for storage of goods. The highest 
mean is the statement feel safe to keep our goods in the store during the semester break is 
2.97. Although mean that in a subordinate position, but students still satisfied with the 
statement. However, the critical factor for the dimension good storage is the statement the 
space in the room is sufficient to store the goods during the semester break and I am satisfied 
with the level of cleanliness of the store with mean 2.90. 
 
Objective 3 : To identify the critical infrastructure required by students. 
 
Table 3: Descriptive Statistics 
 N Minimum Maximum Mean Std. Deviation 
AVEB1 106 1.75 5.00 3.7877 .70016 
AVEB2 106 1.20 7.00 3.0660 .87449 
AVEB3 106 1.00 5.00 2.6486 .79191 
AVEB4 106 1.40 5.00 3.2642 .74759 
AVEB5 106 1.00 5.00 2.9214 .97215 
AVEB6 106 1.20 5.00 3.5698 .80275 
Valid N  106     
 
Indication : 
B1 : Environment   B4 : Print Service 
B2 : Cafeteria    B5 : Storage of Goods 
B3 : Grocery Shop   B6 : Hostel 
 
 
The Table 3 above shows the descriptive statistics for the six sections in the questionnaire. N 
indicates the number of respondents who answered this questionnaire which is 106 students. 
The highest mean is the environmental dimension DPP Bank Muamalat which is 3.76. It 
shows that the majority of students are satisfied and agreed environments DPP Bank 
Muamalat comfortable and safe place to live and moreover all students who stay are all 
female students. The lowest mean dimension is at the grocery store in DPP Bank Muamalat 
which is 2.65. It shows that the majority of students are not satisfied and do not agree with the 
grocery shop at DPP Bank Muamalat. This is because the price offered to the students rather 
expensive and the shop's uncomfortable because of space in a relatively narrow shop. 
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DISCUSSION, LIMITATION AND  
RECOMMENDATION FOR FUTURE STUDY 
 
Discussion 
From the early chapter has been mention that the main purpose of this study was to identify 
the students' satisfaction towards the provision of infrastructure in the DPP Bank Muamalat 
using Kano model. The study also identifies critical factors for each dimension of the facilities 
provided in the DPP Bank Muamalat. Among the existing dimension is the environment, 
cafeteria, printing, storage of goods, grocery stores and hostels. And the last thing is to 
identify the critical infrastructure needed by the students. Based on the findings it was found 
that most of the infrastructure is in the curve must be a requirement for the infrastructure of 
hostels, printing services, cafeteria, storage of goods and grocery store. The infrastructure 
provided by the DPP Bank Muamalat meet the needs of students, but students are not satisfied 
with the infrastructure. This is because, based on analysis of the Kano model, the DPP only 
provide for the basic level only. So student satisfaction regarding the use of infrastructure is 
not fully achieved. In addition, students were satisfied with the environment in DPP Bank 
Muamalat. In addition, as a whole, a critical factor for each dimension of infrastructures 
provided at DPP Bank Muamalat is a grocery store that statement I feel comfortable with the 
shop space. Therefore, students are indeed uncomfortable while buying at a grocery store 
because the space factor is relatively small. Finally, identify the critical infrastructure needed 
by students is a grocery store. It shows students are not satisfied with the infrastructure. 
Therefore, the grocery store is critical infrastructure needed by the students. The DPP should 
take appropriate action to improve student satisfaction for giving maximum comfort to the 
students. 
 
Limitation of study 
Firstly, the constraints of information on the Kano model. The information sources from the 
journals regarding the Kano model is limited. Only a few the journals only appropriate were 
found. In addition, there are also some that have subscribed to the journals before we 
download. The second is during distributing the questionnaires, there are some respondents 
who did not respond well when answering the questionnaire. If respondents did not answer 
properly, it will affect the findings. This is because the results of the questionnaire that not 
precisely causing damage to the data the researchers. Hence, researchers do not get the exact 
data when analyzing the data. In addition, for this study a total of 120 questionnaires were 
distributed in hostel of DPP Bank Muamalat, but only 106 respondents take initiative to fill 
the questionnaire form that has been give to them. The other 14 respondents did not return the 
questionnaire due to them busy with study and doing assignment. 
 
Recommendation for Future Study 
In the future it is proposed to researchers to do research among two different DPP regarding 
their level of satisfaction. This is because, by making a distinction it allows researchers 
compare data on student satisfaction levels between the two DPP. Furthermore, the researcher 
also suggested that in terms of time of the study, it is necessary to extend the period of 
research paper. This is because, to investigate any matter it requires long periods of time for 
researchers. Therefore, to achieve high quality and good study it requires a long period of 
time. In addition, hope future studies researcher used two methods of research which are 
qualitative and quantitative. By using two different methods, it allows the researcher gets 
more information and more accurate. . In this study, researchers used quantitative methods. In 
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addition, researchers can also use qualitative methods in the future which one of them using 
the interview method. This allows researchers get more truthful information from 
respondents. After gone through with the progress of the study, researcher can make a 
conclusion about this study. Students assesses only for comfort and quality of services 
provided by the DPP Bank Muamalat. By using the model canoes researchers were able to 
identify clearly the position of the infrastructure by canoe model diagram. Therefore, the DPP 
can take appropriate action to improve infrastructure and quality of services available to 
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